[okyMmeHT npepoctasneH KoHcynbTaHTIN0C

KOMUTET COILIMAJIBHOM 3AIIIUTHI HACEJIEHUS
BOJITOI'PAJICKOM OBJIACTH

IMPUKA3
ot 21 mas 2015 . N 751

Ob YTBEPKJIEHUU NOPAAKA @YHKIIMOHUPOBAHUA CUCTEMbBI KAYECTBA
B
OPTAHM3AIIUSIX COLIUAJIBHOI'O OBCJIYKUBAHUS BOJTOI'PAJICKOM
OBJIACTH

CHuCcOK U3MEHSIOMINX TOKYMEHTOB
(B pex. mpuKa3a KOMUTETa COLMAIbLHOM 3alUThl HaceaeHus: Boarorpaackoit o0uI.
ot 17.04.2017 N 627)

C OCJIBI0 JOCTHIKCHUA WM MOAACPKAHUA YPOBHA KAaUCCTBA MPCAOCTABIACMBIX COLUMAJIbHBIX
YCIyr, COOTBETCTBYIOIIUX MMPEABABIISICMBIM K HUM Tpe6OBaHI/I${M, IIpUKAa3bIBAIO:

1. VYTBepautes mnpunaraemeiii [lopsinok (yHKIMOHMpPOBaHHUS CHUCTEMBl KauyecTBa B
OpraHu3alysIX COLUaIbHOrO 00cIykuBaHus Bonrorpaackoii odnacti.

2. Ilpu3Hath yTpaTUBLIMMH CUITY IPUKa3bl MUHUCTEPCTBA COLIMAIILHOM 3aIUTHI HACEIECHUS
Bonrorpanckoii obnacrtu:

or 18 mekabps 2012 N 1150 "OO yTBepkIE€HHUM TOCYAAPCTBEHHOTO CTaHJapTa
COLMAIIBHOTO  OOCTy)XHMBaHUS HaceneHuss Bomarorpaiackoit o6nactu  "OCHOBHBIE  BUBI
COLIMATIBHBIX yCIyr";

or 28 pekabps 2012 N 1362 "OO6 yTBepXICHHU TOCYAAPCTBEHHBIX CTaHIApTOB
COLIMATILHOTO 00CITyKMBaHMsI HaceneHus: Bonrorpanckoit obnactu "TepMuHbl U onpeneneHus” u
"CucrteMa KauecTBa yUpexkJIeHUH COlManbHOT0 00CTyKUBaHUA".

3. Hacrosmmii mpuka3 BCTYIMAEeT B CHITY CO JHS MOANMHUCAHUS U TOMISKUT OPUIHATIBHOMY
OIyOJIMKOBaHUIO.

IIpencenarens komuTeTa
3.0.MEPXXOEBA

YTBEepxkIeH

MPUKA30M KOMHTETa
COLIMAJILHOM 3allUThl HACEJICHUS
Bonrorpanckoit o6nactu

ot 21.05.2015 N 751

HHOPAAOK
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OYHKIIMOHUPOBAHUA CUCTEMbBI KAYECTBA B OP'AHU3AIUAX
COIIMAJIBHOI'O
OBCJIYKUBAHUS BOJIIOI'PAICKOM OBJIACTH

Cnucok U3MEHSIOIINX TOKYMEHTOB
(B pea. mpuKaza KOMUTETa COIMAIIBHOM 3aIUTHI HaceJaeHus: Bonrorpaackoii oou1.
ot 17.04.2017 N 627)

1. O0wue moJI0KEeHUS

1.1. Tlom cucremoil KadecTBa OpraHU3AIMU COIMATIBLHOTO OOCTYXUBaHHS (nanee -
OopraHu3alys) MOHUMAIOT COBOKYIMHOCTb €€ OPTraHU3alMOHHOW CTPYKTYpBI (C pacrpeeieHueM
OTBETCTBEHHOCTH COTPYIHUKOB 3a KAa4e€CTBO YCIYT), MPaBUJ, METOJOB OOecledeHHsl KayecTBa
YCIIYT, MPOIECCOB MPEAOCTABICHUS YCIYT, PECYpCOB OpraHU3aluu (KaapOBbIX, MaTepUaIbLHO-
TEXHUYECKUX, HMHPOPMAIMOHHBIX W  JAPYrux), 0OECle4yMBAIONIyl0  OCYIIECTBIICHUE
aJIMUHUCTPATUBHOTO PYKOBOJICTBA KQU€CTBOM YCIIYT.

1.2. Cucrema kadecTBa OopraHu3anuu ABJIACTCA HEOTHhEMJIIEMOIN YaCThIO 0611_[6171 CHCTCMbI
yipaBJICHUA ACATCIIBHOCTBIO OpraHru3aluu 110 MpeaoCTaBJICHUIO COLIMAJIbHBIX YCIIYT.

1.3. Cucrema kadyecTBa OpraHM3alli NpeJHA3HAYEHA [JIs CO3JAHUS HEOOXOIMMBIX
YCIIOBHM  TapaHTUPOBAHHOTO  YAOBJIETBOPEHHUS 3aKOHHBIX 3alpOCOB H  MOTpeOHOCTEH
MoJTyyaTesield COIMANbHBIX YCIYT, MOBbIIIEeHUs 3(()EKTUBHOCTH U Ka4eCTBA COIHAIBHBIX yCIyT
Ha BCEX CTaUsAX MX MPENOCTABICHHS C LEIbI0 MPEAYNPEKICHUS BO3ZMOXKHBIX OTKIOHEHUH OT
3a/laHHBIX TPEeOOBAaHMI K ATHUM COIMAIBHBIM YCIyraMm, OO€CHeUeHHUs permyTallii OpraHu3aluu
KaK HAaJIe)KHOTO U MOPSJOYHOrO MOCTABIIUKA COLUATIBHBIX YCIIYT.

1.4. OcCHOBHBIMH 3ala4aMHi, Ha PpPCHICHHUC KOTOPbIX HaAIIpaBJICHA CHUCTEMa KadyeCTBa
OopraHu3aluru, sABJIAIOTCA:

OCYIICCTBJICHUC 3(1)(1)6KTI/IBHOFO KOHTpPOJIA 3a TEXHUYCCKUMH, OpPTaHHU3AllMOHHBIMHU H
APpyrumMu q)aKTOpaMI/I, BJIMAIOIIMMHA Ha Ka4CCTBO MPEAOCTABIISICMBIX COLIMATIBHBIX YCIIYT,

npeaoTBpallICHUE UKW YCTPAHCHUC JT00BIX  HECOOTBETCTBUM COOHUAIIBHBIX  YCIYT
NpEaABABIACMBIM K HUM TpC6OBaHI/I$[M;

obecrnieueHre CTaOUILHOTO YPOBHS Ka4eCTBa COIUANBHBIX YCIIYT;
pelleHre 3a71a4, OTPaXKaIOIIKX CIeNU(UKY AeSITEIbHOCTH OpraHU3aIiy.

1.5. Pa3zpaboTka W (yHKIMOHHPOBAHHE CHUCTEMbl KayecTBa OpPTraHM3aLUU Oaszupyercs Ha
CJIEIYIOIINX OCHOBHBIX MPUHIMIIAX:

NpeaynpexaeHuss NpobjJeM KauecTBa COLHUAIBHBIX YCIYI, TO €CTh OOecreyeHHs
YBEPEHHOCTH B TOM, 4YTO O3TU MNpoOieMbl OyIyT NpeaynpexaaTbCsi, a HE BBISBIATHCS U
paspenarses 10CiIe UX BOSHUKHOBEHUS,

COOMIONCHUS TIOJIOKEHUH HOPMATUBHBIX AaKTOB, PErVIAMEHTUPYIOUIMX TpeOOoBaHUS K
MOPSIIKY U MIPaBUIJIAM MIPEIOCTABIICHUS COIIMATBHBIX YCIYT;

00ECIEYEeHHOCTH  OpPraHU3alli  COOTBETCTBYIOIIMMHU  KaJpOBBIMH, MaTepHAlIbHO-
TEXHUYECKUMHU U JIPYTMMHU pecypcamu (06a30BOil M orepaTuBHOM MH(OpMAIUEH, TEXHUYECKON
JOKyMEHTalueH, JaHHBIMU O Pe3yJIbTaTaxX IPEJOCTABICHUS CONUAIBHBIX YCIYI U UX KOHTPOJIA,
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UTOTaX OLICHKW KauecTBa U JIPYroe);

YETKOro pacnpeaciCcHusd MOJHOMOYHHA M OTBETCTBEHHOCTH COTPYAHHUKOB 34 HX
ACATCIIBHOCTE 110 MPEAOCTABJIICHHIO COHOHWAJIBHBIX YCIYI, BJHUAIOOIYHO Ha obecreueHUE UX
KadyecCTBa,

JIMYHOW OTBETCTBEHHOCTH PYKOBOJIUTENS OPTaHU3AIMH 32 KAueCTBO MPEIOCTABIISIEMBIX
COLIMATILHBIX YCIIYT, pa3paboTKy, BHEPEHHUE U KOHTPOJIb 3P(HEKTUBHOCTH CUCTEMbI Ka4eCTBa, 3a
OTIpeieNIeHUe TIOIUTUKY B 00JIACTH KayecTBa, OPTaHU3aIMIO U 00111ee PYKOBOJICTBO paboTaMH 1O
o0ecrevyeHnIo KauecTBa;

o0ecrneueHUs JIMYHOM OTBETCTBEHHOCTHU KaXXJ0ro COTpyJHHUKa 3a Ka4CCTBO COLUAIBHBIX
YCIyr B COYCTAaHUU C MAaTCPUAJIBHBIM 1 MOPAJIbHBIM CTUMYJIMPOBAHUCM Kadu€CTBaA,

I[OKYMGHTEL]H)HOFO O(i)OpMJIeHI/ISI HpaBI/IJI U METOIOB 06GCH6‘~IGHI/I$I KadyeCTBa COLMAJIbHBIX
yeayr;

oOecriedeHrsT TIOHUMaHUS BCEMH COTPYAHHUKAMH OpraHU3alMd TPEOOBaHWN CHCTEMBI
Ka4yecTBa K IMOJIUTUKE B 00JIACTH KayecTBa.

2. OcHOBHBIE (haKTOPBI, BIUSIONINE HA KAYECTBO YCIIYT, U MOPSAA0K
WX UCIOJIB30BAHUS PU (POPMHUPOBAHUY CUCTEMBI
KauecTBa OpraHu3anui

2.1. IIpu dopMuUpOBaHUU CHCTEMBI Ka4eCTBAa OpPTraHU3alUi (IIPH ONpEeAETCHUN TOTUTHKU
OpraHu3aIy B 00J1aCTH Ka4yecTBa, pa3pabOTKU JOKYMEHTAIIMN CHUCTEMbI KaueCTBa, OpraHU3aIluu
paboT TO KayecTBy) HEOOXOAMMO YYMTHIBaTh (DAKTOpHI, BIHSIONIME HAa KAa4eCTBO
MIPEIOCTABIIIEMBIX COLIMATBHBIX YCITYT.

[TpaBubHBIN y4eT 3TUX (aKTOPOB, UX UCIOJIb30BaHUE MPH pa3pabOTKe COOTBETCTBYIOIIUX
JIOKYMEHTOB CHCTEMbl KauyecTBa U B IPAKTUYECKOM JEATENbHOCTH OpraHu3aluud OyayT
CHOCOOCTBOBATh MOBBILIEHHUIO KAYECTBA COLUAIBHBIX YCIYT.

2.2. OcHoBHBIMU (pakTOpamH, BIMSIOIIMMU Ha KauyeCTBO COLMAJIBHBIX  YCIYT,
IIPEIOCTABIIAEMBIX I'PaXkJlaHaM OpPraHU3aLUAMHU, SABIISIOTCA:

HaJIMYU€ M COCTOSHHE JOKYMEHTOB, B COOTBETCTBUU C KOTOPHIMH (PYHKIIHMOHUPYET
OpraHu3anus;

YCJIOBHS pa3MEIIeHUs] OpraHU3aIHH;
YKOMILIEKTOBAaHHOCTh OPTaHHU3AIMH CTICIUATICTaMU U X KBaTU(UKAIINS,
crielragbHOe U TabebHOE TEXHUUECKOEe OCHAIIEHUE OpraHU3aIiy;

cocTosiHue HH(pOpMauK 00 OpraHu3alud, MOPSAKEe U TpaBWIIaX IPEIOCTaBICHUS
COIIMAJIBHBIX YCIIYT;

HaJIU4uc BHYTpeHHCﬁ CHUCTCMBbI KOHTPOJIA 3a ACATCIIbHOCTBIO OpraHu3aluu.

2.2.1. Hanuume u coCTOSTHUE TOKYMEHTAIlUH, B COOTBETCTBHH C KOTOPOUW (DYHKIITMOHHPYET
opra"usarnus.

2.2.1.1. JlokyMeHTaI¥sl OpraHU3aliy BKIIOYAET B CeOsI:



YCTaB OpFaHI/I3aI_[I/II/I;

[ITATHOE PACIMCaHUE,

IMOJI0KEHUS 00 OTAEIICHUSX;

JOJKHOCTHBIE HHCTPYKIIUH;

HpaBI/IHa, I/IHCTPYKLII/II/I, MCETOOHUKH,

AKCILTyaTalHOHHBIE JOKYMEHTHI Ha 000pyI0BaHKE, IIPUOOPHI U allapaTrypy;
JOKYMEHTBI, PETJIAMCHTUPYIOIIHME PEI0CTABICHHE COIUATBHBIX YCIIYT;
MPOYHUE JOKYMEHTBHI.

2.2.1.2. CocTaB NOKyMEHTAallMM OJHON OpraHu3alliyd MOXET OTJIMYaThCsl OT Jpyrou (B
CTOPOHY YBEJIMYCHHUS WM YMEHBILICHHUS) B 3aBUCIMOCTH OT:

CTPYKTYpBI OpTraHU3aIMU U CIICIU(DHUKYU TPEOCTABIISEMBIX COIIUATBHBIX YCIIYT;
crenupuKy 00CTY)KHBAEMbIX KaTETOPUN TPaxIaH;
CJI0)KHOCTH M B3aUMOJICHCTBUS IIPOLIECCOB.

2.2.1.3. lokymeHTanusi MOKeT ObITh B J1t000# (opMe uin Ha mobom Hocutene. Popma
BEJCHHUS JIOKyMCHTAI[MU JIOJDKHA COOTBETCTBOBATh 3aKOHOJATCILHBIM HOPMaM M TEM
TpeOOBaHUSAM, KOTOPhIE YCTAaHABIMBAIOTCS CAaMOM OpTraHU3aIueH.

2.2.1.4. B opraauzanuu J0JDKHAa OBITh pa3paboTaHa W yTBEPXKIEHA MpoIeaypa,
npexycMaTpuBaroiias pa3padoTKy, UCIIONb30BAHKE U YIIPaBICHUE JOKYMEHTAIUEH.

2.2.1.5. CoctaB M XapakTepUCTHKa JOKYMEHTAallMd OpraHu3allid COLUAIbHOIO
00CITy’)KUBaHMUSL.

2.2.1.5.1. YcraB opraHuzauuu SBISETCS Y4peAUTEIbHBIM JOoKyMeHTOM. [lopsiok ero
pa3paboTKH, COrIacOBAaHUS M YTBEP)KICHHsI OCYIIECTBIISIETCS B COOTBETCTBUU C JICHCTBYIOIIUM
3aKOHOJATEIbCTBOM.

2.2.1.5.2. B mTaTHOM pacCIUCAaHUU OTPAXKAETCsl CTPYKTypa OpraHU3alliu, COAEPIKUTCS
IepeYeHb JOJDKHOCTEN ¢ YKa3aHUEM UX KOJUYECTBA U Pa3MEpOB JOJKHOCTHBIX OKJIAJI0B, pa3Mep
KOMIICHCAIIMOHHBIX M CTUMYJIHPYIOUIMX BBIIJIAT, CYHIECTBYIOIIMX B JIAHHOM OpraHU3alyH,
MPUMEHHUTEIHHO K KOHKPETHBIM JOKHOCTSIM.

Jlnst TocyapCTBEHHBIX OpraHM3alliii HOPMAaTHBHAs IITaTHAas YUCICHHOCTh PaOOTHUKOB
yTBEpXKAAaeTCs MPUKA30M KOMHUTETa COLIMAIbHOM 3alUThl HaceneHus Bonrorpanckoit obnactu.

2.2.1.5.3. Tlonoxenue 00 OTHeNEeHUH pa3pabaThIBAETCs B COOTBETCTBUU C YCTAaBOM
OpraHu3alliil W JPYTUMH HOPMATHBHBIMH aKTaMH, PETYIHUPYIONIMMHU IeSTEIFHOCTh STOTO
OTJICNICHUS], U COACPIKUT CICAYIOIUE Pa3/IeIibl:

oO1re monokeHus (Ha3HaA4YeHHE/IeNb CO3JaHus OTACIECHUS, KaTETOPHIO0 00CITY)KHMBAaEMbIX
MIOJIy4aTeJIed COLMAIbHBIX YCIIYT, IIEpEYEeHb HOPMATUBHBIX JOKYMEHTOB, PEIIAMEHTUPYIOIIUX
JESATSIIBHOCTh OTACIICHUS, H TIP.);



OCHOBHBIC  HAIpaBJICHHUS  JEATENbHOCTH  ((popMymupyroTcs B  COOTBETCTBHHM  C
IPEJOCTABIIAEMBIMU COLIMATIBHBIMU YCIyTaMHt);

opranu3anus ACATCIbHOCTU OTACIICHUA.

2.2.1.5.4. JloJbKHOCTHAas UHCTPYKIUS SIBJISIETCA JTOKYMEHTOM, KOTOPBIM PErjiaMeHTUPYET
OpraHU3aIMOHHO-TIPABOBYI0 OCHOBY TPYIOBOM ACSATENBHOCTH COTPYJHUKA OpPraHHU3allUU, €ro
00s13aHHOCTH, IpaBa, OTBETCTBEHHOCTh, KBAIM(PUKAIMOHHBIE TPEOOBaHUS, MPEAbIBIIEMbIE K
3aHMMAaEeMOU TOJDKHOCTH, M 00ECTIeunBaeT yCIOBUs TSl ero d(h(heKTHBHON pabOTEHI.

B clIydasx, YCTAHOBJICHHBIX 3aKOHOAATCJIbCTBOM, HAWMCHOBAHUIA ,Z[OJI)KHOCTeﬁ n
KBaJII/I(I)I/IKaI_[I/IOHHLIC TpGGOBaHI/ISI K HHM JOOJDKHBI COOTBCTCTBOBATh HAMMCHOBAHUAM U
Tpe6OBaHI/I${M, YKa3aHHbIM B KBaJ'II/I(i)I/IKaI_II/IOHHBIX CIIpaBOYHHKaX HJIHM COOTBCTCTBYIOIIUX
ITOJIOXKCHUAX HpO(l)eCCI/IOHaJH)HI)IX CTaHOapTOB.

HOJ’I)KHOCTH&SI HHCTPYKIUSA pa3pa6aTblBaeTc;I Ha KaXI0ro clineuuaiucCra OpraHu3anuu B
COOTBCTCTBUH C YTBCPKACHHLIM B OpPraHu3allid LITATHBIM PACIIMCAaHUCM U [TonoxxenueMm 00
OTACIICHUU, Tpe6OBaHI/I$IMI/I HpO(beCCI/IOHaJ'ILHLIX CTaHAApTOB U COACPKUT CJIICAYHOIINEC pa3aCiibl:

o0mue monokeHus: (ycraHaBimMBaeTcs cdepa ACSITEIBbHOCTH PaOOTHUKA, OMPEAEIISIOTCS
TpeboBaHusl K ero oOpa3oBaHHIO, KBaIU(UKAIMK, TPO(HECCHOHATHLHONW MOArOTOBKE, MOPSIOK
HA3HA4YEHUs] U1 OCBOOOXKAECHHUS €r0 OT 3aHUMAEMON JTOJKHOCTH, NOJJUYMHEHHOCTh U J10JKHOCTHbBIE
JUIa, KOTOPBIMA OH PYKOBOJUT, MEPEUUCISIOTCS MPABOBbIE HOPMATHUBHBIE aKThl, KOTOPBIMU
pabOTHUK JOJKEH PYKOBOACTBOBATHCS B CBOEH 1€ATEIBHOCTH);

GYHKIIMM M JTOJDKHOCTHBIE 00s13aHHOCTH (TIPOMHCHIBAIOTCS OCHOBHBIE HAMpaBICHUS
OT/IENICHUS, B peaIN3allui KOTOPHIX NPHHUMAET Yy4YacTHE CHEIUATUCT, U TOT IMepedYeHb
JEMCTBUM, KOTOPBI OH JIOJDKEH BBINOJHATH B paMKaxX MCIOJIHEHHUS KaXIOro W3 HHUX, a TaKkKe
MPOIMHKCHIBAIOTCS  O0S3aHHOCTH, KOTOPBIE SBISIOTCS OOIMUMH JJIS BCEX COTPYAHHKOB
OpraHu3aIum);

npaBa (yKa3bIBalOTCS TE MPaBa, KOTOPBIE CHEIUATUCTY AOKHBI OBITh MPEIOCTABICHBI JJIS
TOT0, YTOOBI OH MOT Ka4e€CTBEHHO BBITIOIHATH CBOM 00SI3aHHOCTH);

OTBECTCTBCHHOCTH (}’CTaHaBJ'II/IBaI-OTCSI MOJIOKCHH, YTOUHAIOMIMEC W KOHKPCTU3ZHPYIOUINC
OTBETCTBEHHOCTh pa0OTHHKA B COOTBETCTBHH C JICHCTBYIOIINM 3aKOHOAATENHCTBOM Poccuiickoit
Oenepariii, B TOM YHCJIE YCTaHABIMBACTCS OTBETCTBEHHOCTh 32 HECBOCBPEMEHHOE HITU
HEKaYeCTBEHHOE  BBINIONHEHWE  JODKHOCTHBIX  OOS3aHHOCTEHW, 32  pasriamieHue
PO eCCUOHATBHON TalHBI).

2.2.1.5.5. [IlpaBuna, WHCTPYKUHH, METOAUKA ONPEHETSAIOT TMOPSAOK  JIEUCTBHM
COTPYAHHUKOB/TIONydaTeJIeH CONMAIBHBIX YCIYr OpraHW3alWH, B T.4. B XOJE OpPTaHHW3allud W
MPEIOCTABICHUS/TIOIYYCHUS COIMATBHBIX YCIYT U UCTIOJTHEHUS BO3TIOKEHHBIX (DYHKITHIA.

2.2.1.5.6. DxkcmutyaTallioOHHBIE JOKYMEHTHI  (TIacmopTa, TEXHUYECKHUE  OIHMCAaHMUS,
WHCTPYKIIMU 10 DKCIUTyaTallid, WHBEHTApHbIE KApTOYKM M TIp.) MODKHBI OBITh Ha BCE
o0opyioBaHue, MPUOOPH W ammapaTypy opraHm3anuu. OHM JOJDKHBI UMEThCS B HAJIMYHH B
TakoM BHJE, O0bEME M B TaKOM MecTe, YTOOBl 00ECIeYUTh UX TPaMOTHYIO U 3(PPEKTUBHYIO
JKCIUTyaTaInio, 00CTy)KUBaHHUE, TTOIIEP)KaHUEe B paOOTOCITIOCOOHOM COCTOSTHUH, CBOEBPEMEHHOE
BBISIBJICHHE U YCTPAHCHHUE HEUCTIPABHOCTEH, PEMOHT U 3aMEHY.

2.2.1.6. JlokyMeHTaIusl OpraHU3alMK JIOJDKHA TOCTOSIHHO TOJICP)KUBATHCS B pabodyem
COCTOsIHUMN. yTpaTI/IBH_II/Ie CI/IJIy HpaBOBBIe AKThl JOJIDKHBI CBOGBpeMeHHO 3aMCHATHLCA
JNEHCTBYIOIMMH TIPAaBOBBIMH aKTaMH. HopMaTHBHBIC aKThl OpraHU3alud HEO0OXOIUMO



CBOCBPEMEHHO AaKTyaJU3UpOBaTh B COOTBETCTBHHM C TPEOOBAaHUSMHU 3aKOHOAATENILCTBA
Poccuiickoit deneparumu.

2.2.2. YcioBus pa3MeIlleHNs OpraHu3auy.

2.2.2.1. Opranuzanusi U €¢ CTPYKTYpPHBIC IOJpa3eiIeHUs JODKHBI OBITh Pa3MEICHBI B
CIEIHUAILHO TPEIHAa3HAUYCHHOM (TPUCIIOCOOICHHOM) 3MaHUM (3JaHUSIX) WU TOMEIICHHUSX,
JOCTYIHBIX JUIsl MaJOMOOWMJIBHBIX Tpymn HaceneHus. [lomerienust ToMKHBI ObITh 0OecreyeHbl
BCEMU CPEJCTBAMH KOMMYHAIBHO-OBITOBOTO OOCTYKUBAHUS M OCHAIICHBI TeJIC(OHHOMN CBS3BIO.

2.2.2.2. Tlo pa3mepaM U COCTOSHHUIO IIOMENICHHUS JIOJDKHBI OTBEYaTh TPeOOBAHUAM
CaHUTAPHO-TUTHEHUYECKUX HOPM M TPABWI, MPABHWI MOKApHOW 0E30TaCHOCTH, 0€30MacHOCTH
Tpyda U OBbITh 3aIUIIEHBI OT BO3JACHCTBUS (DAKTOPOB, OTPHUIATEIHHO BIMSIOMIMX HAa KAa4eCTBO
MPEAOCTABIAEMBIX COLMAIBHBIX YCAyr (TOBBIIMICHHBIE TEMIIEpaTypa BO3/AyXa, BIIAXKHOCTH
BO3/yXa, 3aMbIJICHHOCTh, 3aTa30BaHHOCTb, LIIyM, BUOpALIUs U T.1I.).

2.2.2.3. Ilnomanp, 3aHMMaeMasi OpraHu3alMel, JOHKHA OOeCIeuYrBaTh pa3MEIICHUE
COTPY/ZIHUKOB OpTraHU3alliH, TMOJIy4aTeNIel COIMAIBHBIX YCIYr U NPEAOCTaBICHHUE UM YCIYT B
COOTBCTCTBUU C HOpMaMI/I, YTBep)KIleHHBIMI/I B YCTaHOBJIeHHOM HOpSII[Ke.

2.2.3. YKOMIIEKTOBaHHOCTh OpraHu3anu CIICHUAJIMCTaMU U UX KBaJ'II/I(I)I/IKaI_[I/IH.

2.2.3.1. Opranuszanus AO0JKHA OBITH IOJHOCTHIO YKOMILUIEKTOBaHA CHEIHATIUCTaMH B
COOTBETCTBHUH CO IITAaTHBIM PaCIIMCAHUEM.

2.2.3.2. Kaxnapli cHOEIUAINCT JOJKEH WMETh COOTBETCTBYIOIIME 0Opa3oBaHUE,
KBaTM(UKAIMIO, TMPOPECCHOHANBHYIO TMOATOTOBKY, 007ajaTh 3HAaHUSMH U OMBITOM,
H€06XOI[I/IMBIMI/I JUIA BBITIOJIHCEHUS BO3JIOKCHHBIX HAa HET'O 00s13aHHOCTEMN.

KBanmudukanuro crnenuanncToB  cieayeT MONICpKUBATh HA  BBICOKOM  YPOBHE
MpOoPECCHOHAIBHONW ~ TMEPENOArOTOBKOM W TOBBIIMICHHEM KBAIM(DUKAIMK WA  HUHBIMU
JEHCTBEHHBIMU CIIOCOOaMHU.

2.2.3.3. Cnenuanuctsl OpraHU3aIMU JOHKHBI OBITH aTTECTOBAHBI B YCTAaHOBJICHHOM
MOPSJIKE.

2.2.3.4. Hapsny C COOTBETCTBYIOIIEH KBaIM(PUKAIMEH U TPOPECCHOHATU3MOM BCE
COTPYIHUKH OpTaHU3aIMH JOJKHBI 00JIaJaTh BBICOKUMU MOPATHHBIMU U MOPAJIbHO -3 THUYECKUMU
KaueCTBaMM, YYBCTBOM OTBCTCTBCHHOCTH M PYKOBOJCTBOBATLCA B pa60Te IIpUHIUITaMHA
TYMaHHOCTH, CITPAaBEIITMBOCTH, OOBEKTUBHOCTH U JOOPOKENATEILHOCTH.

2.2.3.5. Ilpu oka3aHUM COLMAIBHBIX YCIYI COTPYAHUKH OPraHHU3alUy JIOJKHBI MPOSBIIATH
K MOJy4aTelasiM COLMAIBHBIX YCIYI MaKCHUMAaJbHbIE YYTKOCTb, BEKJIMBOCTb, BHHMMAaHMUE,
BBIIEP)KKY, MPEAYCMOTPUTEIBHOCT, TEPIEHUE M YYUTHIBATh UX (DPU3MUECKOE U TMCUXMUYECKOE
COCTOSIHHUE.

2.2.3.6. CBeaeHus JMYHOIO XapakTepa O IOIy4aTeNsIX COLMAJIbHBIX YCIYT, CTaBIIHE
U3BECTHBIMU COTPYJHMKAaM OpPraHHU3alUy IIPU OKAa3aHUM COLUAIBHBIX YCIYI, COCTaBIIAIOT
npodeccuoHalibHyl0 TaiiHy. COTpyAHUKH, BHHOBHBIE B pasrjalleHUH MpodecCHOHATbHON
TalHbl, HECYT OTBETCTBEHHOCTb B IOPSAKE, YCTAHOBJIEHHOM 3aKOHOJATENbCTBOM Poccuiickoin
®denepanuu.

2.2.4. CrneunanbHOE U TaOEIbHOE TEXHUYECKOE OCHAIIEHUE OpPraHU3allny.



2.2.4.1. Kaxnass opraHm3anusi JOJDKHA OBITh OCHAICHA CIEIUATBHBIM U TaOeIbHBIM
o0opy/soBaHuEeM, anmapaTypol M NpudOpaMH, OTBEYAIOIIMMHU TPeOOBAHUSIM CTaHIAPTOB,
TEXHUYECKUX YCJIIOBUHU, IPYTrUX HOPMATHUBHBIX JOKYMEHTOB U 00ECIECUMBAIOIIMMHE HaJIeKAIIee
Ka4yeCTBO IMPEIOCTABIIIEMbIX COIIMAIBHBIX YCIYT COOTBETCTBYIOIIUX BHU/IOB.

2.2.4.2. CneunanpHoe W TabelbHOE O0OpYHAOBaHME, MPUOOPHI W aIIaparypy cleayer
UCIIOJIb30BATh CTPOTO M0 HA3HAYCHHIO B COOTBETCTBUH C KCIUTYaTAIlMOHHBIMH JOKYMEHTaMH,
COJICPKATh B TEXHUUCCKU MCIIPABHOM COCTOSIHMH, KOTOPOE CIICAYET CUCTEMATHYCCKU TIPOBEPSATH.

2.2.4.3. HeucnipaBHoe crneniajibHOE U TabelbHOe 000pyAoBaHKe, MPUOOPHI U anmnaparypa,
JaroIue Mpu padoTe COMHHTENBHBIE DPE3YNbTaThl, TOJDKHBI OBITH CHATBHI C JKCIUTyaTalllH,
3aMEHEHbl WM OTPEMOHTHUPOBAHBI (€CIM OHU TOJUIeKaT PEMOHTY), a MPUTOAHOCTh
OTPEMOHTHPOBAHHBIX JTOJDKHA OBITH MOJATBEPXKIEHA UX IPOBEPKOM.

2.2.4.4. B opranuzaiuu J0JKHBI ObITh MPEAYCMOTPEHBI MEPONPUSITHSI, HATIPABICHHBIC HA
BBITIOJIHCHHE BBIIICTIEPEUYHCICHHBIX TPEOOBAHUM.

2.2.5. Cocrosinue undopmanuu o0 OpraHU3alUU, MOPSAKE U MpaBUIaX MPEJOCTABICHUS
YCIIYT NOJIy4aTeNsIM COLIUAJIbHBIX YCIIYT.

2.2.5.1. Opranu3zanus 00s3aHa JIOBECTH [0 CBEACHUS T'PaKJIaH CBOE HAWMEHOBAaHHUE H
MecToHaxoxacHue. JlamHas wHOpMamMs JODKHA OBITH  MPEIOCTAaBJIEHA  CIIOCOOOM,
MPEelyCMOTPEHHBIM 3aKOHOAaTelnbcTBOM Poccuiickoit denepaunu U 00ecCeUMBAIOUINIM €€
JIOCTYITHOCTD JUISI TPaK/IaH.

2.2.5.2. Opranuzanus o0si3aHa NPEJOCTaBIATh OECIUIaATHO B JOCTYHHOH (opme
MOJTyYaTeNsiM COLUMANBHBIX YCIYr WIH WX 3aKOHHBIM TPEACTAaBUTENsIM HH(POpMAaIUio 00 HxX
npaBax M OOS3aHHOCTSX, O BUJAX COLMAIBHBIX YCIYT, CpPOKaX, MOPSAIKE U 00 YCIOBHIX HX
IPeJOCTaBICHHS, O Tapu(ax Ha 3TH COIHUAIBHBIC YCIYTH U 00 MX CTOMMOCTH JUISI TTOJTydaTems
COLMAJIBHBIX YCIIYT JINOO O BO3MOXKHOCTH IOJIy4aTh UX OECIIaTHO.

2.2.5.3. Tlonmyuyatenr CONHMAIBHBIX YyCIAYT BIpaBe MOTPeOOBaTh MPEIOCTABICHUS
HEOOXOUMOW U JIOCTOBEpHONH MH(POPMALMU O BBINOJHIEMBIX COLHUAIBHBIX YCIyrax,
oOecrieunBaromie NX KOMIIETEHTHBIN BHIOOD.

2.2.5.4. CoctaB uH(pOpMaILIUU O COIHMANBHBIX YCIyrax B 00S3aTeNbHOM MOPSIKE TOJKEH
OBITH (B cooTBeTCTBUU ¢ DeaepanbHbIM 3akoHOM "O 3aiuTe mpaB moTpeduTeneil") cienyommm:

[IEPEYECHb COLMAIIBHBIX YCIYT, IPEAOCTABISAEMbIX OPraHU3aUEN;
XapaKTepUCTHKA COLUAIBbHOMN YCIYTH, YCTAHOBJICHHBIE Tapu(BbI;
BO3MO’KHOCTB BIIUSIHUS I10JTy4YaTeNIed COMUAIBHBIX YCIYT HAa KAYECTBO YCIIYIH;

aJieKBaTHbIE M JIETKOJOCTYIHbIE cpelacTBa ISl 3(G(EKTUBHOrO OOIIEHHS COTPYIHUKOB
OpraHU3alyy C I0Jy4aTeIsIMU COLUAIbHBIX YCIIYT;

BO3MOXXHOCTh OIIEHKM KauecTBa COLIMAJIBHOM YCIYIM CO CTOPOHBI OOCITYXKHBaeMbIX
Ipax/iaH;

rapaHTUiiHble 0053aTeIbCTBA OPTaHU3ALIUY - TTOCTABIINKA COLUATBHBIX YCIIYT.

3. JoxymeHTanpHOE 0(hOPMIICHHE CHCTEMBI KaueCTBa
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3.1. Cucremy kauecTBa OQOPMISIOT B BHJIE KOMIUIEKTa JIOKYMEHTOB (PYKOBOCTB,
HOJIOKEHUH, HHCTPYKLUH, METOIUK U TOMY IIOJOOHOE), B KOTOPBIX YCTaHABJIMBAIOT TPEOOBAaHUS
K CUCTEME KaueCcTBa OPraHU3aIMH B LIEJIOM U K €€ COCTaBHBIM YacTsIM.

3.2. JlokyMeHTaIusl CUCTEMbl Ka4eCTBa JOJDKHA OTBEYaTh TPEOOBAHMSIM, yKa3aHHBIM B II.
2.2.1 nacrosimero [lopsika.

3.3. OCHOBHBIM JIOKYMEHTOM CHUCTEMbl KaueCTBa OPraHU3AlMH SIBISETCS PYKOBOACTBO IO
KayeCTBY.

B HeMm u3znaraercs oOlee OnucaHUE CHCTEMbl KadecTBa MPUMEHHUTENIbHO K KOHKPETHOM
OpTaHM3aIH, PAa3bICHICTCS TOJUTHKA OpraHU3alid B OO0JAcCTH KadecTBa, OTPAKACTCS
OpraHM3allMOHHAsl CTPYKTypa CHUCTEMbl KadecTBa, 3afaud M (YHKUHUU CTPYKTYPHBIX
MOApa3ICICHUd OpraHu3ald B 00JIACTH KayecTBa, MPHUBOAATCS CBEICHUS O KOMILJIEKTE
JOKYMEHTOB BCEX YpPOBHEH, COCTaBISIOIIUX HOPMATHBHO-METOJUYECKYIO 0a3y CHCTEMBbI
KAaueCcTBa, YCTAHABIIMBACTCS TOPSAOK BHEIPCHUs, (YHKIIMOHUPOBAHUS U KOHTPOJS CHCTEMBI
KauyecTBa.

3.3.1. [lonmutuka B 00aCTH KayecTBa JOJDKHA MPEACTABIATb COOOM OCHOBHBIE IIEJIH,
33724 W TPUHIOUOBL JESTEIBHOCTH OpraHM3alu B OONAacCTH KavyecTBa, JOKYMEHTaIbHO
Oq)OpMJ'ICHHBIC W IPHUHATBIC K 069[33TCJH)HOMy BBITTIOJIHCHHUIO B OpraHyU3alnu.

33.1.1. I_[eJ'II/I MMOJIUTHKHU B 00JIaCTH KayecTBa JOJIDKHBI OTpaXXaThb CICAYIOIIHUE BOIIPOCHI:

oOecrieueHHE  TOCTOSIHHOTO  YJOBJIETBOPEHHUS  IOJIydaTeNell  COLMAIBHBIX  YCIYT
NPEOCTABIIIEMBIMU COLIMATIBHBIMU YCIyTaMH;

MOBBIIIEHNE KAdyeCcTBa COLMAIBHBIX YCAYr M 3(PPexkTuBHOCTH (pE3yIbTATUBHOCTH) HX
IIPEIOCTABIICHUS;

NPUHATAE MPOPUIAKTUUECKUX MEP 10 TPEAYNPESKICHUIO WU YPETyJIUPOBAHUIO
MPETEeH3MH U Kallob MoryyaTenel COIMaNbHbIX YCIYT;

IMpOYKrEC BOIPOCHI, OTPpAXKAKOIINEC CHGHI/I(bI/IKy ACATCIIBHOCTH OpPraHu3aluu.

3.3.1.2. Hapsay ¢ moapoOHBIM H3J0XKEHHEM IIeiel, 3a71a4 U PUHITUIIOB B PYKOBOJICTBE IO
KAaueCTBY OPraHU3alMH JOJKHBI OBITH YETKO ONpeACNiCHbl W CHOPMYTUPOBAHBI MOPSIOK U
CrocoObI (METO/IbI) X peaTu3aliu.

3.3.1.3. OTBeTCTBEHHOCTh 3a MOJUTUKY B OOJACTH KayecTBa HECET pPYKOBOJAUTENb
OpraHu3aliy, KOTOPBIN J0JKEH 00eCeUnTh pa3bsiCHEHNE U JI0BEIEHUE 3TOM MOJUTHKH J10 BCEX
COTPYAHUKOB OpraHu3al, 4YCTKO ONPCACINTL ITOJTHOMOUYHA, OTBECTCTBCHHOCTH MW IMOPAIO0K
B3aMMOJEHCTBUSL BCEX COTPYJHUKOB OpraHM3allUM, OCYILECTBISIOLIMX PYKOBOJACTBO,
HUCIIOJIHEHUEC COLHAJIBHBIX YCIYI W KOHTPOJIb JACATCIBHOCTH, BJ'II/IHIOH_[eI\/'I Ha Kade€CTBO
COLIMAJIbHBIX YCIIYT.

3.3.1.4. B dbopmupoBaHuM MOJUTUKH B O0JACTH KadyeCcTBa JODKHBI NMPUHUMATHh Y9acTHE
BCE PYKOBOJIMTEIHN, OCYLIECTBISIONINE YIPABICHUE OPraHU3alueH.

3.3.1.5. IlonuTtmka opraHu3anud B O0JACTH KayecTBa JIOJDKHA OXBaThIBaTh BCE
HaHpaBHeHI/IH €€ ACATCIBHOCTH, COOTBCTCTBOBATH HOTpGGHOCTSIM nu 3anpocaM HOHy‘-IaTeJIeI\/'I
COIMATBHBIX YCIYT, CLIOCOOCTBOBATh YIIYUIICHHIO COIMAIBHBIX U SKOHOMUYECKUX TOKa3aTenei
opraam3anuu. [lonuTrka MOMKHA COAEpKATh TAKKE 00S3aTEIbCTBO PYKOBOJICTBA OpraHU3AIUN
OCYIIECTBIISITh TOCTOSHHOE YJYYIICHHE KadecTBa OOCIY)KMBAaHUS TOJydaTesed COIMaTbHBIX



YCIIYT.

3.3.1.6. IlonuTuka opraHu3anmuu B OOJACTH KayecTBa JIOJDKHA BHEIPSATHCS BO BCEX
CTPYKTYPHBIX MOJPA3ALICHUSIX U PETYIIAPHO MOABEPraThbCs aHAIN3Yy Ha MPEJAMET €€ MOCTOSHHON
aKTYaJbHOCTH M TIPUTOJTHOCTH.

3.3.1.7. Peanuzanus TOJNWTHKA OpTraHW3allM B OO0JIACTH KadyecTBa JOJDKHA OBITh
oOecrieyeHa  HEOOXOAMMBIMH  pecypcamMu  (KaJIpOBbIMH,  MaTepHaIbHO-TEXHHUECKUMH,
UH(POPMALIMOHHBIMH U IPYTUMH).

Jlis BBINONHEHUS NPUHATOM oOpraHu3aliel NOJUTHKUM B 00JacTH KadyecTBa Iepe
CTPYKTYPHBIMHM TOJIpa3fe/ICHUsIMU OPraHU3allii CTaBATCA 3aJjaud Ha KOHKPETHbBIE IJIAHOBHIE
nepuoAbl W OpU  HEOOXOIMMOCTH CBOEBPEMEHHO YTOYHSIIOTCS M KOPPEKTUPYIOTCS
PYKOBOJUTENIEM OpraHU3AI1H.

3.3.1.8. B opraHuzanuuM JOJDKHBI TIPOBOJIUTHCS MEPONPHITHS, OOSCIICUYNBAOIINE
MOHWMAaHUE, MOJICPKKY M PealTU3alri0 TOJUTHKH B 00JACTH KadecTBa BCEMHU COTPYAHHKAMHU
OpraHu3aIiy.

3.3.2. Opranu3aiioHHasi CTpyKTypa CUCTEMbI KaueCTBa MOXKET OBITh MPEJCTaBICHA B BUJIC
cXeMbl (C HEOOXOJMMBIM TIOSCHCHHEM), Ha KOTOPOM JODKHBI OBITh HM300pa)KeHbI BCE
CTPYKTYpHBIC  TOJAPA3JCIICHUs, HEIMOCPEICTBEHHO  YYACTBYIOIIME B  NPEIOCTABICHUU
COLMAJIBHBIX YCIIYT WM 00CCIICYNBAIOIIIE UX MTPEIOCTABICHUE.

4. Opranuzanus padoThI 10 KAYeCTBY

4.1. IlomHOMOYHS U OTBETCTBEHHOCTD COTPYAHUKOB OpraHu3aluu.

4.1.1. B cucteme kayecTBa OpraHU3aIMH JODKHBI OBITh YETKO OIMPECICHBI TOJTHOMOYHS,
OTBETCTBEHHOCTh W B3aMMOJCICTBUE BCEX COTPYJHUKOB OpraHU3allld, OCYHIECTBISIOMINX
PYKOBOJACTBO pPaOOTOM, MNpEAOCTaBICHUE COLMAIbHBIX YCIYT M KOHTPOJb JIEATEIbHOCTH,
BIUSIOUINI Ha KAYECTBO COIHMABHBIX yCIYT.

OTo, B MEpBYH oudepedb, JOHKHO OTHOCUTHCS K OOCITYKMBalolleMy IepCcOoHaly,
JEATENIBHOCTh KOTOPOI'O CBS3aHA C BBIMOJIHEHUEM TaKUX IPOLEAYD, KaK BBIABICHUE IIPETEH3UN U
XKayuo0, MPOBEJIEHUE MEPONPUATUH N0 YCTPAHEHUIO0 WIM MPEeayNpexJCHUI0 HEI0CTAaTKOB,
KOHTPOJIb BBIIIOJIHEHUS 3TUX MEPONPUATHI.

4.1.2. B opraHm3anuyd JO0JDKHO OBITh Ha3HAYE€HO OTBETCTBEHHOE JIMII0 M3 4YHCTa
3aMecTUTeNe pyKoBoAUTENs (TIPU HAIMYKH) WM PYKOBOJIUTENb CTPYKTYPHOTO MOAPA3IEICHUS
OopraHu3aIu (Jajgee - OTBETCTBEHHBIN 32 CUCTEMY Ka4yeCTBa), KOTOPBIA HE3aBUCUMO OT APYTHX
BO3JIOKEHHBIX Ha HEro OOsM3aHHOCTEH IOKEH HECTH OTBETCTBEHHOCThL 3a HaIeXKallee
BBITIOJIHEHHE TPEOOBAHUH, YCTAHOBIEHHBIX HACTOSAIINM [lopsiKOM, U UMETh TIOJTHOMOYUS IS

obecrnieueHrs pa3pabOTKH CUCTEMBbl KauecTBa, €€ BHEAPEHUS U TOJIepKaHUs B pabouem
COCTOSIHUH;

NpEACTABJICHUA OTYCTOB PYKOBOAUTCIIHO OpraHU3alluHu O (I)YHKI_II/IOHI/IpOBaHI/II/I CUCTCMBI
KadeCTBa C LECJIbIO €€ aHa/IM3a W HCIIOJIB30BAHHA ITOJYUCHHBIX PE3YJIbTATOB KaK OCHOBBI JJIA
COBCPHICHCTBOBAHUSA 3TOI CUCTEMBEL.

4.1.3. Opranuzanus 10JDKHA YCTAaHOBUTH MOPSAIOK pa3padOoTKH (WIIH, PU HEOOXOIUMOCTH,
KOPPEKTUPOBKHU), PACCMOTPEHHUS, YTBEPXKICHUSI U BEJIEHUS BCEX JIOKYMEHTOB, OTHOCSIIUXCS K
CHCTEME KauecTBa, a TAKXKE TOPSIOK 00CCIICYCHUS IMH.



4.2. BHyTpeHHME IPOBEPKH CUCTEMBI KAaUECTBA.

4.2.1. B cucreme kadecTBa OpraHU3alliK JOJDKEH OBITh pa3padoTaH M MOJJICPKUBATHCS B
pabodeM COCTOSIHMHM TOPSIOK IPOBEICHUS BHYTPEHHUX IIPOBEPOK KauecTBa. BHyTpeHHUE
NPOBEPKH CUCTEMbl KauecTBa OpPraHM3alMU TPOBOIAT C IENIBI0 PETYISPHON OICHKH e¢
3G (HEKTUBHOCTH M COOTBETCTBHSI YCTAaHOBICHHBIM TPEOOBAHUSAM, a TAKXKE JUISl TOTYYCHHS
uHpopmarnuu, HeoOxomaumon st oOecnieueHUs 3PGeKTUBHOTO (YHKIMOHUPOBAHUS ITOU
CUCTEMBL.

4.2.2. OTBETCTBEHHBIM JIMIIOM 3a OPTraHMU3alMI0 W TPOBEICHHE BHYTPEHHEH IPOBEPKHU
CUCTEMBI Ka4ecTBa OpPraHU3alliy JOKEH OBbITh OTBETCTBEHHBIN 32 CUCTEMY KauecTBa.

4.2.3. Heobxogumo o0ecrneuynTh OOBEKTUBHOCTh BHYTPEHHHX IIPOBEPOK CHCTEMBI
KayecTBa.

4.2.4. DpdeKTUBHOCTh CHCTEMbI KayecTBa OPTaHU3AlMK OMPENEISIIOT M0 pe3ysibTaTaM ee
OLICHOK, IIOJTy4aeMbIX IPU IIPOBEPKAX.

4.2.5. B mpouiecce NMpOBEPKH CUCTEMBbI KaueCTBA OpraHMU3allH (M €€ COCTaBHBIX YacTei)
OCYIIIECTBIISETCS:

KOHTPOJIb COOTBCTCTBUA CHCTCMbI KaucCTBa Tpe6OBaHI/I$IM HaCToAIeCTO Hop;ml(a u
JOKYMCHTAIIMU Ha HEC,

aHaJlU3 W OLEHKAa COCTOSHUS (DYHKIMOHHUPOBAHUS CHCTEMBbl KayecTBa B IEJIOM U
OTIENBHBIX €€ COCTABHBIX YaCTel;

AHAJIN3 COOTBCTCTBHUA MPEAOCTABISACMBIX COOUAJIBHBIX YCIIYT TpC6OBaHI/I$IM HOPMAaTUBHBIX
IMPAaBOBBIX AKTOB;

AHAJIN3 U OLCHKa PE3YyJIbTAaTOB pa6OTLI opraHu3alliu B O6J18.CTI/I KadyeCTBa COLIMAJIbHBIX
yeayr;

BbIpabOTKa KOPPEKTHUPYIOUIMX AEUCTBUM, HANpPaBICHHBIX HA YCTpAaHEHHE HEIOCTATKOB,
BBISIBJICHHBIX B IIPOLIECCE MPEAOCTABICHUS COLUANBHBIX YCIYT, 1 COBEPLUICHCTBOBAHUE CUCTEMBI
Ka4yecTna.

4.2.6. BHyTpeHHre pOBEPKH CUCTEMbI Ka4eCTBa OPTaHU3AIMHA MOTYT OBITh TJIAHOBBIMH U
ONEPATUBHBIMH.

[TepnoaMYHOCTH TIJIAHOBBIX TMPOBEPOK YCTAHABIWBAIOT B 3aBHCHMOCTH OT PE3YJIHTaTOB
aHaJM3a KauecTBa yCIYT, HO He pexke | pa3za B 3 roga mno KaxxaoMy HOpMaTUBHOMY IPAaBOBOMY
aKTy, perjJaMeHTHPYIOIIEMY MPeAoCTaBICHHE COIIUAIbHBIX YCIYT.

OnepaTuBHYI0 TNPOBEPKY CHCTEMBI KAauecTBAa MJM OTACIBHBIX €€ COCTaBHBIX YacTeil
IPOBOASAT B CIy4yae pE3KOro YXYALIEHUs T[OKa3aTeled, XapaKTepU3yIOIIUX KOHEUYHbIe
pe3yabTaThl PabOTHl IO OOECTIEYEHHIO Ka4eCTBA COLMABHBIX YCIYT, MPEI0CTaBIIEMBIX KaKUM-
anbo Tojpa3fesieHHeM WM OpraHu3alieil B 1eJoM, B ciy4yae OLEHKH 3(QexTuBHOCTU
KOPPEKTHPYIOLINX JIEHCTBUH, a TaKKe MPHU 3HAUUTEITbHBIX U3MEHEHUSAX OpraHu3aluu padboT u
TEXHOJIOTUH MPEeIOCTaBIECHUS COLMANIBHBIX YCIYT, OTPULATEIbHO BIUAIONIMX HAa UX Ka4eCTBO.

4.2.7. Ilocrie OKOHYaHUSI BHYTPEHHEH MPOBEPKHU €€ pe3yabTaThl 0(pOPMIIIOT B BUJE OTUETa
O COCTOSHHM CHCTEMBI KadyeCTBa, B KOTOPOM OTPKalOT JaHHBIC aHAJIN3a COOTBETCTBUSA
nokaszarejeil W pe3ylbTaTOB JAEATENbHOCTH OpraHu3alu B 00JacTu oOecredyeHus: KauecTBa



npeaoCTaBIACMBIX CONUANIBHBIX YCIIYT' YCTAHOBJICHHBIM TpCGOBaHI/IHM.

4.2.8. Pe3ynbTaThl IPOBEPOK CUCTEMbI Kaue€CTBA OPraHU3alMi SIBISIOTCS OCHOBAHUEM ISt
pa3paboTKu U peau3ali MEPONPUATHN O €€ COBEPIICHCTBOBAHUIO, MO Pa3pa0dOTKEe HOBBIX
METOJ/IOB M CPEJICTB YIIPaBJIEHHUS KAYECTBOM MPEIOCTABISAEMbIX COIMABHBIX YCIYT, YIYUIICHHIO
COCTaBa M COJIep >KaHUsl HOPMATUBHOM JIOKYMEHTALIUU HAa CUCTEMY KayecTBa.

4.3. IloaroToBka KajapoB.

4.3.1. B opranuzanuu JODKEH OBITh €XKETroIHO pa3paboTaH, TOKyMEHTAIbHO O(OpMIIEH U
YTBEPXKACH IUIAH MEPOIPHUSATHH IO MOATOTOBKE (OOYYCHHIO, MOBBIICHHUIO KBaTH(DUKALUH,
aTTeCTalliH, CTAKMPOBKE U TaK JaJjiee) NMepCOHaNa, BHIIOIHAIOMETO pabOThl, HEIIOCPEACTBEHHO
BIMSIONIME HA KAa4yeCTBO COIMANBHBIX YCIYyr, B COOTBETCTBHH C TpPeOOBaHHSMH,
MMpEaABABIACMBIMHU K KBaJII/ICpI/IKaHI/II/I.

4.3.2. MepOHpI/IHTI/IﬂMI/I IO IMOAIr0OTOBKEC IICpCOHAIa MOOJI’KHBI OBITb OXBaueHBLI BCE
COTPYAHUKHU OpraHudaliy, HCHIOCPCACTBCHHO BJIMAIOMIMC Ha KAa4YCCTBO COLMUAJIBHBIX YCIYT,
BKJIIO4as pYKOBO,Z[SIH_[I/Iﬁ COCTaB BCECX ypOBHGfI.

4.3.3. Ilpu pa3paboTke U peain3alMy IUTAHOB MEPONPUSITHI IO TMOATOTOBKE KaJpOB
HEOOXO/JIMMO YYHUTHIBATh U3JIOKECHHBIC B TOIYHKTE 2.2.3 (akTopbl (KPUTEPHH), KacarolIHecs
nopsiika paboThl CO CIIEIHATUCTaAMU OpPTraHU3aAIHH.

4.4. Ananu3 QyHKUIHOHUPOBAHUS CHCTEMbI Ka4eCTBa.

4.4.1. Amnanmu3 CcuUCTEMBbl KayeCTBa OpPraHU3AIMU  OCYIIECTBISETCS  €XKETOHO
PYKOBOAMTENEM OpPraHU3allui U BKIIOYAET B ceOsl OIICHKY Pe3yJlbTaTOB BHYTPEHHUX MPOBEPOK,
aHaJIn3 BBIIIOJIHEHHUS IINIAHOB IIOBBLIIICHUA Kaydye€CTBa, OIIGHKy AHAIIUTHYCCKHUX CHpaBOK,
c(hOpPMHUPOBAHHBIX OTBETCTBEHHBIMHU 32 (PAKTOPHI, BIUSIONINE HA KAUECTBO COLIMATIBHBIX YCIYT,
pe3yabTaTOB OMPOCOB TOJNyYaTeNIed COLMAIBHBIX YCIYr, aHaIW3 Jpyro wuHGOpMAIMH O
(GYHKIIMOHUPOBAHUM CHUCTEMBbl KadecTBa OpraHU3allMu 3a OTYETHBIN mepuon. Ilo pesympTaTam
aHaJgn3a CHUCTEMBbl KadecTBa PYKOBOJUTENh OpPraHU3alMK TPUHUMAET COOTBETCTBYIOIINE
yIpaBlIeHYECKHE pelieHus Mo (OPMUPOBAHUIO TUIAHOBBIX MEPOMNPUATHH MO YCTPaHEHUIO
BBISIBIGHHBIX HEJOCTAaTKOB Ha CIEAYIOIMA OTYETHBIA TOJ, MO0 (OPMHUPOBAHUIO ILJIaHA
BHYTPEHHUX IPOBEPOK.

4.5. KoHTpOJIb U OLIEHKA KayecTBa COLUAIbHBIX YCIIYT.
4.5.1. ITpu KOHTpPOJIE U OLIEHKE Ka4eCTBA COLIMAIIBHBIX YCIYTI OpraHu3alus JOJDKHA:

IPOBEPATL U I/I)ICHTI/I(bI/IHI/IPOBaTB COIMAJIBHBIC YCIYIrM Ha COOTBECTCTBUC HOPMATHWBHBIM
AKTaM, pCTIIaMCHTHPYIOIIIUM UX TTPCAOCTABJICHUC,

00eCIeYnThb CaMOKOHTPOJIb COTPYAHUKOB, NPCAOCTABIIAOIINX COOHUAJIBHBIC YCIIYIruW, KakK
COCTaBHYIO YaCThb IMPOIECCa KOHTPOJIA,

MIPAKTUKOBaTh B OPraHU3allMM PETYJSIPHYKO OLEHKY CTENEHW YIOBIETBOPEHHOCTH
IOJIy4aTesIed COLUaIbHBIX YCIYT IIyTEM IIPOBEACHUS COLIMOIOTUYECKUX OIPOCOB.

4.5.2. CpaBHEHME OIIEHOK MOJIy4aTeNIel COUMAIbHBIX YCIYT U COTPYAHUKOB OpraHU3allu
CICAyCcT MHNpOBOAUTHL MOCTOAHHO, ‘IT06BI OLCHUTH COBMCCTUMOCTL [JBYX MCp KadCCTBa,
OTIpEeeNUTh aIeKBaTHOCTh U CYObEKTHUBHOCTD MOJTyYEHHOU OIICHKHU.






